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The study aimed to examine the challenges facing Tanzania Public Service College (TPSC) with regard to service delivery. The study had three specific objectives including examining strategies adopted for improving service delivery at TPSC Mbeya Campus, identifying challenges facing TPSC in service delivery and suggesting the possible means that may be used by TPSC to overcome the challenges. A case study research design was employed using TPSC, Mbeya campus involving a total of 100 respondents. Both primary and secondary data were collected whereby interviews, questionnaire, and documentary review methods were used. The study used both quantitative and qualitative methods in collecting and analyzing data. The findings show TPSC Mbeya Campus employed various strategies in service delivery. It was discovered that there are several challenges facing TPSC in service delivery, amongst are, shortage of staff, lack of office space, lack of enough teaching facilities, budget deficit and lack of accommodation for students. The study participants suggested that for effective service delivery, TPSCs need to improve college infrastructures such as office, classroom and furniture’s. There is also a need to increase the number of staff to be facilitated by effective motivation and hence leading to effective service delivery. The study recommends that in order to address the challenges of effective service delivery among executive agencies such as TPSC; the government should provide enough funds and employ adequate staff to ensure the services offered by TPSC are effectively delivered and the government should strengthen the authorities taking charge of TPSC to make sure that they regularly monitor high quality service delivery at TPSC.
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1.1	Background of the Study
Executive Agencies are classified as ‘semi-autonomous organizations without legal independence but with some managerial autonomy’ and are less autonomous from executive politicians than bodies with formal statutory independence (James & van Thiel, 2010). 

The formation of executive agencies historically was based on the argument that it was efficient and effective in addressing the challenge affected service delivery in the public sector and thus establishing flexible and responsive public organization (executive agencies) was seen important in modernization of objectives to make easy administrative management as Executive agencies are task specific with specified goals and means of policy implementation (Talbot, et al, 2000).

Implementation of the EAP across the globe began with support from the development partners, especially the United Kingdom Government’s Department for International Development (DFID) (Bartley, 2004). The Executive Agencies were established as means for the Government to improve the delivery of public services which lead to better services, greater efficiency and more value for money. Tanzania adopted this strategy which marked the introduction of the process described as agencification of the public service management.  As distribution of work between the central ministries and the executive agencies (decentralization) for the effective and efficient service delivery was also improved, it was thus opted that executive training institutions be given a paramount importance throughout the country (Akaro, 2008).

In this regard, Ministries are responsible for policy related issues while day to day operations vested in the office of the chief executive of the agency. Executive agencies can best be described as a tool for ‘unbundling the bureaucracy’ and creating more flexible, performance-oriented public organizations (Pollitt et al., 2001). Executive agencies are very important for implementation of policies and administrative issues as they are necessary instrument in modernization of objectives and managerial autonomy in financial and human resource management to the ‘Chief Executive’ in the government by decentralizing powers and functions including for the realization of the intended goals (Akaro, 2008).Executive agencies are necessary for implementation of policies and administrative matters as they are important instrument in modernization of workers’ working strategies (Ibid). The objectives in the government aimed at decentralizing powers and functions including managerial autonomy in financial and human resource management are discerned to the ‘Chief Executive’ for the realization of the intended goals (Bartley, 2004).

The Tanzania Public Service College (TPSC) is an Executive Agency established by the government in 2000 to improve knowledge and skills through training, applied research and provision of consultancy interventions for effective and efficient public service delivery. Establishment of TPSC is the product of the fact that the training provided by higher learning institutions were too academic and theoretical to provide solutions to practical problems facing the public service and its servants (Public Service Reform Programme, 2006). As such, the demand for the new training centres that will focus on practical and working related experience, adherence of public service principles and regulations like TPSC, became relevant. The end result expected from TPSC was increased workers’ performance and productivity (Government Notice No 473, 2000).

Government services are carried out in different ways and by different organizations like the TPSC. A number of programmes including introduction of the Executive Agencies Programme (EAP)so as to transform Government workers’ structures and putting more emphasis on training public workers have been taken over time (PSRP, 2003). The programmes taken by governments through executive agencies have been desired to address the changing people’s needs, create a machinery to handle new responsibilities and spearhead socio-economic development as a response to the citizens’ expectations, this entails that, setting new government structures becomes inevitable. Hence, EAs are individually designed to suit the services that are to be provided and operated at arm length from their parent ministries (PSRP, 2003). 

According to Richard, (2004) the agency model tends to be characterized by Clarity and focus on specified tasks, culture of delivery, empowerment of frontline staff, greater accountability and openness, innovative thinking and action, structure and branding of services and greater focus on risk management. In that respect executive agencies including the TPSC are expect to operate on established line as explained by the agency model that’s why TPSC was expected to operate in a more business-like manner that will result in greater effective and efficiency for providing better quality services. With regard to this idea TPSC should be self-supporting in terms of financial matters and the parent ministry being responsible for establishing policies.
Executive Agencies in Tanzania are established by the Executive Agency Act of 1997.The Government of Tanzania realized the need for institutional reforms to overcome the situations on financial institutions, public enterprises and civil service as a priority of both the government and development partners (Ntukamazina, 2001). EAs in Tanzania were basically a result of public sector reform programs introduced as part of the Structural Adjustment Programs (SAPs) of the World Bank in the 1980s (ECA, 2003). 

However, most of the recent reforms, under the influence of the New Public Management (NPM), have been driven by a combination of economic, social, political and technological factors, which have triggered the quest for efficiency and for ways to cut the cost of delivering public services particularly for Africa, include lending conditionality and the increasing emphasis on good governance with idea of meeting the basic needs of people in the developing world (ECA, 2003).The adoption of Executive Agencies as extra ministerial departments of government was introduced first in the United Kingdom in 1988 and the emphasis was to improve management in the government with the aim of rising performance of the civil servants in service delivery, (Her Majesty’s (HM) Treasury, 2002). 

The focus of the government of Tanzania since independence was to improve and provide social, economic wellbeing of the people. It has been creating steady political environment in which citizens would be the centre of all development processes (Rugumyamheto, 2004). The creation of accountable machineries to carryout the socio- political and economic developments was necessary, but challenges came out of changing needs and demands that accelerated towards new setting of organizational structures and units at the central and local levels for improving service delivery (Rugumyamheto, 2004), these initiatives were the earlier steps towards the idea of executive agencies context in Tanzania.

In Tanzania the adoption of EAs marked the introduction of the process described as agencification of the public service management as distribution of work between the central ministries and the EAs (decentralization) for the effective and efficient service delivery. The public sector in Tanzania has undergone some processes of restructuring from late 1980s, the justification for the reforms has been to make it more responsive to the needs of the citizen by increasing the levels of accountability, promoting efficiency and effectiveness in ministries, local authorities and government departments. It is evident that there are administrative reforms, legal reforms, financial reform, labour reforms and the review of information and accountability systems (Njunwa, 2005) all of which have geared at improving public sector performance through executive agencies.

On top of that, reforms were done in order to speed up the development process in relation of structure and size of the nation’s public service. Such reforms also necessitated Civil Service Reform Program (CSRP) in 1993 – 1999 that redefined government roles and functions hence giving a new look on social political and economic aspects like opening up of political pluralism also strengthening of macro -  economy, and citizens demands for improved service delivery, these reforms focused intensively on service delivery improvements (URT, 2008).

The accounted reforms also aimed at improving public service delivery and management that were reported to still have inefficiency and unsatisfactory in delivery of service hence demanded for the restructuring and decentralization for improving service delivery in this process led to the launch of several programmes including the establishment of executive agencies. TPSC therefore was introduced to support the immediate problem solving as required by the public service hence demanded for the training centers that will focus on practical and working related experience, adherence of public service principles and regulations and so to increase performance and productivity (Government Notice No 473, 2000).

Legal establishment of executive agencies in Tanzania took place in 1999 after enactment Executive Agencies Act No. 30 of 1997 led to establishment of executive agencies to achieve their specified objectives on; One, to improve the delivery of service; two, to create an environment conducive to efficient and effective management and three, to improve the quality of the service. The public service reform program also was an extensive overhauling of public sector structures, systems and practices based upon a fundamental reappraisal of the role and functions of the Government. 

Due to the needs arose after the public service reform program, Tanzania government decided to transform selected organizations carrying out executive functions into executive agencies (PSRP, 2003), TPSC being one of them and for this research it is the case study. Executive agencies provide service direct to the public, support service delivery by other parts of government or act to safeguard the public goods (Bourn, 2003). However, it is essential that agencies continue to adapt and evolve to meet the rising expectations of their customers and reflect Government policy priorities (HM Treasury, 2003).  
With lessons from other countries, and experience from the failing parastatal organizations, the setup of the executive agencies involved delegating significant management freedoms to those selected to lead and manage agencies (PSRP, 2003 & 2006). The government of Tanzania launched 9 agencies in 1999; these are Tanzania Civil Aviation Authority (TCAA), National Bureau of Statistics (NBS), Government Chemist Laboratory (GCL), Drilling and Dam Construction Agency (DDCA), Tanzania Airports Authority (TAA), Tanzania Meteorology Agency (TMA), Tanzania Public Service College, Business Registration and Licensing Agency (PSRP, 2006). By 2010 there were more than 30 executive agencies operating semi- autonomously in the country.  

1.1.1 The Tanzania Public Service College 
TPSC was established under the Executive Agencies, Act No. 30 of 1997. The College was established within the context of a comprehensive Public Service Reform Programme (PSRP) from 2000 – 2011.Tanzania Public Service College has five campuses, the main campus being in Dar-es-salaam located at Magogoni street; other campuses are Tabora, Mtwara, Singida, Tanga and Mbeya. The Vision of TPSC is to be a centre of Excellence in public service learning and support for effective service delivery (Government Notice No. 473, 2000).
The major functions of the College are:
a)	Development of skills, knowledge and awareness in management, leadership, administration and office support. This is achieved through delivery of quality, demand driven and practically oriented training programmes
a)	Offering advisory services in Public Service Management
a)	Providing training capacity (volume, range, quality) that meets the public service requirements
a)	Development and delivering short courses aimed at improving systems, structures and processes in the Public Service.
a)	Disseminating knowledge on good Public Service Management through applied research and publication of research findings
a)	Conduct, administer and manage public service examinations leading to career advancement in the public service (Government Notice No. 473, 2000).

Most agencies have targets directed at achieving specific outcomes or focused on speed delivery of service, rather than improving access to services or measuring cost and effectiveness (Andersen and Lawrie, 2009). 

Despite the fact that EAs such as TPSCs are very vital in improving service delivery among public works through the trainings they offer, studies such as Davis (2004), Ayee (2005), Makene (2008) and Gama (2013) revealed various challenges faced by these institutions hence hindering their effective service delivery. Some of the challenges are excessive politicization, lack of accountability and representation, inability to promote the public interest and authoritarian tendencies. Among the many challenges facing public service institutions in developing countries, corruption remains one of the most pervasive and the least confronted (Davis, 2004). Ayee 3 (2005) argued that even though the public sector in African countries was expected to spearhead socio-economic development to reduce poverty, it has proved largely ineffective in performing this task. 
Makene (2008) also noted that most of the EAs and TPSCs in Tanzania are semi-autonomous in such a way that, they depend on fund support from the government. Also, they lack capital which causes them to operate in poor working environment and equipment. The findings also indicated that, EAs are working with non-professionals and non-skilled people which have led them to perform below expectations. It is obvious that challenges have serious implication for strategies and qualities of service delivery in such institutions. 

In this regard, this research is set to explore the challenges facing Tanzania Public Service in meeting its functions of improving service delivery, competence and general performance of Tanzania Public Service College-Mbeya campus in Tanzania. In particular this research will examine the service delivery strategies, challenges faced by TPSCs and also examine ways that are useful in overcoming the challenges found in Mbeya-TPSC campus. 

1.2 Statement of the Problem
One of the major objectives towards the introduction of the TPSC is to improve the efficiency and effectiveness of the delivery of public services through training, consultancy and research in order to meet customers' satisfaction and hence contributing to economic growth in the country (URT, 2013). TPSC as an agency expected to operate in a more business-like manner resulting in gentler effectiveness and efficiency, better quality services and great value for money (Gama, 2013).

The Vision of TPSC reflects this commercial orientation, which requires the College to grow into a viable self-supporting and semi-autonomous public institution. The TPSC expected to be administered on a commercial basis so as to realize efficiency and self – sustainable and therefore cease to be a financial burden to the Tanzania government.

Furthermore, its goal is also to provide a for public workers to either begin career studies or upgrade their professions to effectively deliver services and also can share experiences and best practices, whilst reminding each other that public sector efficiency and its effectiveness in achieving desirable outcomes. Despite the fact that a number of studies were done on the challenges facing public service management, little is documented for the case of Tanzania with respect to TPSCs as public servants training colleges (Sulle, 2009; URT, 2013). Therefore, this study aimed at investigating the challenges facing TPSCs service delivery. 

1.3 Research Objectives
1.3.1 The general Objective
The general objective was to examine the challenges facing the TPSC on service delivery in Tanzania.

1.3.2 Specific Objectives
i.	To examine strategies adopted in improving service delivery at TPSC.
ii.	To analyse challenges facing Tanzania Public Service College (TPSC) in service delivery.
iii.	To suggest the possible ways that may be used by TPSC to overcome the challenges.
1.4 Research Questions
i.	What are the strategies put in place by the TPSC to improve service delivery at Mbeya campus?
ii.	Are there any challenges facing Tanzania Public Service College in service delivery?
iii.	What are the possible means to be used by TPSC to overcome the challenges?

1.5 Definition of the Concepts
Executive Agency: refers to public institution that carries some part of the executive functions of the government.  It does not set the policy required to carry out the functions as those tasks are fixed by the central government which is responsible for the established agency. Executive Agencies are government organizations established to implement the public policy and other essential public functions that do not have to be carried out by the centers of the government ministries.  They are individually designed to suit the specific services that are to be provided and operated at arm length from their parent ministries (PSRP, 2003).

A service: is an economic activity that creates value and provides benefits for customers at specific times and places by bringing about a desired change in or on behalf of the recipient of the service (Lovelock and Wirtz. 2004). Service is a deed or performance; it is ephemeral transitory and perishable and so cannot usually be stoked as inventory after produced. 

Service delivery: on the other hand may be defined as means supplying users with services expected. Government institutions and organizations, parastatal organizations, private companies, non-profit organizations or individual service providers can perform the service delivery (GTZ, 2006).

Performance: this can be referred to the accomplishment of actions that transforms inputs to output and outcome as the end product  


1.6 Significance of the Study
It’s hoped that the outcomes of the study will help to provide knowledge to various stakeholders to understand challenges faced by executive agencies in service delivery. Executive agencies and the government would benefit from this study by understanding peoples’ opinions on the quality of strategies of service delivery at TPSCs and hence strengthening such strategies reflecting both human and financial resources for the better service delivery. This study will also inform TPSC’s management team areas of weakness and how to address them so as to improving their service delivery. Finally, the study would be beneficial to other researchers and scholars who may find the study valuable to add to the existing body of knowledge. This would go a long way in forming the basis of their argument in the same research area. 

1.7 Limitation and Delimitation of the Study
The study was limited to TPSC-Mbeya campus. For this reason, the findings of this study cannot be generalized to other TPSCs in Tanzania. Additionally, since the current researcher sponsored himself it was not easy to get enough funds to hire the research assistants to collect the data for the study. The researcher therefore had to do all the data collection himself. This extended the time in data collection. The researcher had to overcome this by seeking additional permit from the employer to manage the data collection coverage. This also increased the transport costs which made me to re-plan on the transport funds and add funds more than what I had planned earlier

1.8 Organization of the Work













In this chapter the concepts related to the executive agencies across the world, theoretical reviews related to public service colleges and the determinants of quality service delivery in public colleges are discussed. The chapter further presents the empirical literatures based on various research reports. At the end, the chapter opens up the gap addressed in the study. 

2.2 Overview of Executive Agencies Across the Globe
Bourn, (2003) argues that EAs provide services direct to the public and support government in delivery of services. As such, it is important that EAs continue to adapt and evolve to the expectation of the customers and reflect the government policies. EAs need to have credible and adequate information to improve their performance with new demands and opportunities focusing on the targets which should be directed in achieving specific outcomes. The first EA to be established was the Vehicle Inspectorate Agency started in 1988. Since 1988 the executive agency in the universe have had a very crucial role on service delivery and provides service that of a high impact on the public in the achievement of better public services (Ibid).

The idea of Executive Agencies was introduced first in the United Kingdom by introducing the extra ministerial departments of government in 1988 (HM Treasury, 2002). Sir Robin Ibbs in a 1988 recommended the Executive Agency model on the publication entitled Improving Management in Government, the aim of the review was to seek recommendations to improve the management and delivery of government services and to reduce what was perceived to be a monolithic Civil Service with centrally set rules and a risk averse culture (Office of Public Services Reform, 2002). The government accepted the main recommendations of the review which included disaggregating ministerial departments into distinct agencies to carry out the executive functions of government, with a greater focus on the delivery of government services and the attainment of specified results (Economic Commission for Africa, 2003).

The review also criticized the centralized civil service management of public services, saying that too much work was done on policy and too little on service delivery in which there was shortage of management skills in government hence focused on short-term rather than long-term, the main recommendation of the report/ review was to set up executive agencies which will be  headed by a chief executive officer that would concentrate solely on delivery of policy rather than policy itself (HM Treasury, 2002). 

Reforming public service in Africa started soon after independence. The first public service reform was Africanization of public service/administration that followed by abolition of chiefdomship in various countries (Akaro, 2008). In some other countries like Tanzania there were nationalization of private enterprises and establishment of parastatal organizations/public enterprises. These left legacies seen today as important for understanding roles and relationship that govern the public service including the executive agencies (Donors Working Group on Public Service Reform, 2002). The reforms marked political and economic history as centralized political economy was introduced. One of the effects of such reforms was change on structure and processes to the public service delivery (Mishra, 2008). 

During 1960s civil service was small but said to be efficiently, effective and less vulnerable to administrative vices than it was reported (PO-PSM, 2008). After the country adopted socialisms in 1967, state-controlled economy became strategy for its development. In this regard the Government of Tanzania (GoT) became the key provider of social services and actor in socio- economic development. As GoT over-stretched its capacity to provide services free of charge or at subsidized prices, in the late 1970s the performance of the civil service delivery started going down. This was due to the governance problems that were manifested in the rise of many problems including corruption and other administrative vices (Teskey and Hooper, 2003; Therkilsen, 2002; Sulle, 2009).

2.3 Executive Agency services in Tanzania
In 1980s Tanzania took some measures to overhaul her system and structures in order to increase performance, effective and efficient service delivery of the public sector. In achieving the objectives, the government appointed several commissions including the one headed by Peter Kisumo in 1983; Amon Nsekela in 1985 and Edwin Mtei in 1989 (Sulle, 2009).

The commissions were obliged to solicit new ways for improving performance and economic transformation that reflected the New Public Management (NPM) desired by the people (URT, 2013). The commissions generally associated with the pursuit of minimalist role of the state in order to reduce high expenditure by overhauling the government functions and organizational structures to become result oriented, changing the public service policies and redefining the roles and functions for better performances (Akaro, 2008).

Tanzanian economy declined in 1970s and 1980s, which resulted in its ranking as the 14th poorest country in the world (URT, 2013). The reasons for the economic decline were oil price shocks of the 1970s, a fall in manufacturing output and the war in Uganda. The economic crisis led to squeezed public finances and worsened pay levels. It also led to abuse of public services and many qualified professional and managerial staff sought careers elsewhere (Sulle, 2009). The aftermath reform was the adoption of Structural Adjustment Programmes (SAPs) and economic recovery policies and programmers supported by the IMF and World Bank to overcome the declined economy (URT, 2013). This was the second phase that covered the decade of mid-80s to mid-90s whereby the structural reforms dominated public service delivery. 

The third phase started in 1995 dominated by capacity building where GoT lunched the civil service reform program which was founded in 1991 (Antwi, Analoui, Cusworth, 2007). The aim was to achieve small, affordable, well compensated efficient and effectively performing civil service. It also aimed at privatizing inefficient and corrupted state parastatals and creating executive agencies under the Executive Agency Act number 30 of 1997 (Gama, 2013). 

The idea of EAs came in 1994 when the Tanzania cabinet approved the matter, however, the implementation came in 1999 when the cabinet decided that eleven government departments involved in trading functions should become executive agencies so as they could improve public service delivery and they should operate in their own expenses, that was the expectation of the government that did not materialize (Akaro, 2008). This was seen as organizational solution to ensure efficiency and effectiveness by contributing to the economic growth of the country by reducing the total cost of the public service delivery. It was also meant to improving service delivery to customers and maintains higher degree of responsiveness as all creation of agencies that are service providers (Sulle, 2009).

2.4 Theoretical Review
2.4.1 The Principal–Agent Model
This theory examines the organizational relationships as a tension between the ‘principal’ who demands a service and the ‘agent’ who provides it (Lane, 2000). The model assumes that actors are motivated by rational self-interest.  In a democratic policy, the ultimate principals are the citizens, or consumers of specific services. In principal–agent theory, they are ‘principals’ in the sense that politicians, as agents, seek their mandate from and act as the representatives of the public. 

In their turn, appointed officials are, in theory, the agents of political leaders in executing policy. Each has a measure of autonomy and each has their own interests to advance hence in this case would affect service delivery in institutions (Ott and Dicke, 2001). The likelihood of the principal effectively controlling the agent depends on how much information the principal has about the performance of the agent, and how far the principal can structure the service delivery so as to control the performance of an organisation’ (Stiglitz, 1987).
Despite the tenets of this theory which centered on establishing agencies and ensuring the appropriate autonomy, but the underlying obstacles and challenges focus on reforms in the line ministry merely on leadership within those respective line ministries which must be customer focused (Davis, 2004). Agencies need to embrace the process of quality service delivery planning that is customer focused, as more executive agencies as there is the challenge of coordination and horizontal management (Lane, 2000). 

This theory is beneficial to my study on the basis that it explains the relationship between the actors in the organization in ensuring effective service delivery of the agency depending on multiplicity of factors including motivation, incentives and availability of reliable information which are the main factors to tackle challenges facing the executive agencies in service delivery (Andersen and Lawrie, 2009). 

2.4.2 The Executive Agency Model
The executive agency model has two main features:- An executive agency organization, semi-detached from its parent department with its own budget, freedom from some departmental regulations, freedom from ad hoc, day to day, intervention by the department, freedom from some central government-wide regulation, with the organization under the direction of a chief executive recruited through open competition (James, 2003). Executive agency accountability for the performance of specific operational tasks as a corporate unit, including output focused performance targets set by the parent department and personal accountability of the chief executive for performance (Ibid).
The analysis on this model shows that in order for these executive agencies to be efficient in-service delivery to the public should not totally be disconnected from line ministries. If they are disconnected, they will lack resources (income) hence unable to perform well (McBain and Smith, 2010). The executive agencies depend on line ministries in terms of guiding policies hence when it is directly disconnected from the line ministries it is difficult to monitor its operations and policy supervision (Mishra, 2008). 

Executive model therefore highlights my study in the fact that the executive agencies must be purely autonomous and having adequate fund to smooth and facilitate its activities hence can help to reduce the challenges facing these executive agencies in service delivery to the public (Gama, 2013). This study employed the Executive Agency Model as it is very flexible (Andersen and Lawrie, 2009). The theory provides agency managers’ work within the strategic direction set by ministers to whom they are accountable for policy outcomes. 

The theory postulates that the executive agencies have adequate discretion over their operations and flexibility in allocation and use of resources (Efficient Unit, 1988). It thus provides greater delegated authority to the Agency Chief Executive Officers (ACEOs), who take ultimate responsibility for the establishment of good service delivery strategies (Khaled and Chowdhury, 2011). However, the theory concentrates more on looking at how service delivery in an organization depends on its relationship with the line ministries. Other factors such as customer care, staff competence and infrastructural assessment are not well integrated. 
2.5 Determinants of Quality Service Delivery in Public Colleges
Tuchman (1989) stated that quality means investment of the best skill and effort possible to produce the finest and most admirable results possible. You do it well or you do it half-well. Quality is achieving or reaching for the highest standard as against being satisfied with the sloppy or fraudulent. It does not allow compromise with the second-rate. Feigenbaum (1951) contended that an organization with effective service delivery meets conditions such as (a) the actual use and (b) the selling price of the product. Product quality cannot be thought of apart from product cost. Quality is seen as conformance to specification (Hounshell, 1984). 

The key to quality is conformance to specifications; if parts did not conform to specifications, they would not provide effective service delivery thus leading to poor service delivery in public institutions. In addition, pre-purchase attitudes affect subsequent judgments, short-term and long-term evaluation may differ, confusion between customer service and customer satisfaction is a part of the limitations of this definition. Companies and institutions in service industry like education sector should realize that there are basic things that are universal and fundamental to quality service delivery. These conditions are necessary to ensure quality service, according to Paraseraman, Zeithamil, & Berry (1998) these are;
(i)	Reliability
The customers want to be sure that you live up to your promises in terms of quality. This is more established from the experience of the previous customers. If the university says a candidate is coming in for a four-year programme, and the candidate becomes a graduate at the end of the fourth year, then you are consistent in providing that service required by the parents. What is most important here is performing the service right at first time, following closely are the accuracy of the fees and tuition, keeping accurate records of the candidate, and performing the service at the designated time and place. 

(ii)	Responsibility
This measures the time it takes to attend to customers need, such as request for transcript, letter of recommendation request, semester result, payment of school fees, registration duration, check-in time in the dormitory, parents complaints, medical emergencies, attending to suppliers, main gate administration, security alert, maintenance of the halls and offices, cafeteria services, telephone information request response time (Gama, 2013). 

(iii)	 Competence 
This is more important with the skill of the contact person; examples of such are the skill of the lecturers, secretaries, registry staff, bursary staff, the security men, cafeteria, Hall Administrators, grounds men, the maintenance team, development offices, corporate affairs, student affairs, the presidency, the academic administration, the quality control, Dean, HODs, faculty officers and others (URT, 2013). 

(iv)	 Accessibility
This has to do with contact how easy is it to make contact and to approach the establishment. Are there information that adequately answers common questions on the website; ability to get information on telephone, convenient hours of operation, geographical location and distance, are there on line real-time services on the internet, e.g. admission requirements, admission period, admission forms, submission of forms, examination dates, checking of results, assignments and electronic interactions with the lecturers, accessibility to electronic notes, dissemination of information by authority on the net, school’s opening and break periods, summer programmes and electronic payment of fees (Khaled and Chowdhury, 2011). 

(v)	Courtesy
In the service industry, contact with the personnel creates a long lasting impression which actually has direct relationship with the quality of service as perceived by the customer; the following are elements of courtesy, politeness, respect, consideration, and friendliness of the contact personnel e.g. the security men at the gate, the receptionist, the secretary, the corporate affairs, and the communication officers. The appearance, cleanness of offices, language and countenance of the personnel are very important (Ott and Dicke, 2001).

(vi)	 Communication
This means getting the right information to the customers at the right time (McBain and Smith, 2010). Communicating with the customer in a language with which they can understand the content of the message without extra efforts. Efforts should be made to listen to their request or problems and their information requirement. It may require the organization to adjust its language for different customers – increasing the level of sophistication with a well-educated customer and speaking simply and plainly with a novice. This may involve explaining the service to be provided, the cost elements, and assuring customers the ability to handle any problems emanating from the operations (Davis, 2004). 
(vii)	Credibility 
Here integrity is the focus. This lies more on the organization’s reputation and trustworthiness (Ayee, 2005). The personal characteristics and behaviour of the contact person is crucial. The contact persons may include the corporate affairs, staff, the registry, lecturers, students, security personnel. This virtually includes all workers.  

(viii)	Security
The question here is, are we free from dangers? How secure are we from negative externalities? The customers will consider issues like confidentiality of information and records, security of documents, are we safe from environmental hazards, can we confide in the counselors? Can we confidently discus with the heads, absence of cultism, can students lodge complaints without being molested (Davis, 2004; Ayee, 2005). 

(ix)	Understanding the Customers
There are diverse customers with different needs. However, the focus here is the principal business of the organization example the quality education (Economic Commission for Africa, 2003). Nevertheless, the understanding of the customers’ specific requirements and needs should be taken seriously. The HOD, counseling units, the bursary staff and hall administrators will need to classify the customers so as to meet peculiar needs. 

(x)	Tangibles
This is the environment where the services are delivered such as physical facilities, appearance of personnel, tools and equipment used to provide the service, and physical representation of the service. Examples of these are the main gate, the flower, the lawn, the building, power supply, the computers, e-classroom, physical appearance of the personnel, colour combination, the logo, students’ appearance and countenance; the dormitory lay out, the students’ room arrangement, and the road network (Gama, 2013).

2.6 Challenges faced by TPSCs in service delivery
It has been evident that, for the successful flourishment, every organization must overcome several challenges in it every day and life encounters. In view of the above setting, URT, (2013) identified that TPSCs in Tanzania face various challenges in ensuring quality service delivery including  (i) Lack of comprehensive guidelines on the management and coordination of training in the Public Service; (ii) Limited appreciation of importance of training by employers leading to less priority in planning, budgeting, implementation and M&E for training function; (iii) Inadequate resources for the training of Public Servants; (iv) Training programs in the public service are not structured to address different levels, cadres and responsibilities and attitudinal transformation of public servants; (v) Lack of systematic training geared to prepare public servants to occupy higher positions in the public service; (vi) Limited training infrastructure for training in the public service; (vii) Proliferation of training institutions whose products do not satisfy the needs of the public service both in terms of quality and relevance; (viii) Inadequate management and coordination of training opportunities in the Public Service; (ix) Public servants terminate their service after completion of training sponsored by the government; (x) Ineffective functional relationship between Government and training service providers and Professional Associations and; (xi) Diversity issues not featured in training plans and decision making for training in the public service. 

In addition, Gama (2013) reported that TPSCs faced various challenges including corruption, huge salary gaps, and salary entry points to new employees, Poor working conditions hindered improving workers performance in public service; long bureaucracy, unnecessary procedures, and not being citizen friendly affected performance of the Tanzania public service management to affect Tanzania public service management. 

The reports reviewed reveal that in all countries the TPSCs are found to encounter several challenges with respect to the quality service delivery, whilst the challenges affect quality service delivery. The effects are more pronounced for public sectors than private ones.

2.7 Empirical Literature Review
There are different studies on executive agencies some of them reviewing its structures, performance and others look at service delivery challenges. Makene (2008) conducted a study to explore the challenges facing EAs in delivering services. The study was carried out using a case study methodology. Four EAs which are Drilling and Dam Construction Agency (DDCA), Tanzania Public Service College (TPSC), Tanzania Food and Drugs Agency (TFDA) and Tanzania Meteorology Agency (TMA) took part in study where management, employees and customers were the participants during data gathering. 
The findings revealed that, most of the EAs are semi autonomous in such a way that, they depend on fund support from the government. It was further revealed that EAs lack capital which causes them to operate in poor working environment and equipments. The findings also indicated that, EAs are working with non professionals and non skilled people which have led them to perform below expectations. Also, EAs operate in high cost to earn capital. From the findings, it was suggested that, government should assist the EAs to have capital for buying modern equipments which are expensive and other facilities which will contribute to improving the service delivered to the public. The study concluded that, many services require customer to participate in creating the service product and that capacity building to the EAs need to be done to increase effectiveness and efficiency of the services offered. The current study, however, explores the service delivery challenges from the academic and managerial point of views where students and employees were the main participants but does not such challenges based on specific EA campuses such as TPSC in Mbeya. 

Jiwan (2016) examined the determinants of effective service delivery in the public sector with a case of the Huduma Centre Programme in Mombasa County, Kenya. Mixed methods both qualitative and quantitative were used in this research. A random sampling technique was used in sample selection and 111 respondents were picked to whom a questionnaire was administered. Statistical package of social sciences SPSS version 20 was used to analyse data obtained from questionnaires. 

The study variables were then merged and correlation was done and it was found out that there existed relationship which was insignificant and also varied. Strategic decisions and service delivery was found to have a negative correlation while strategic location, institutional factors and management and monitoring and evaluation varied positively with service delivery. The determinants of effective service delivery were established as strategic location, institutional factors and management practice. Strategic decision was a factor but varied negatively with service delivery. The study recommends that policy makers enhance strategic location, institutional and management practices, monitoring and evaluation, and customer as the drivers of effective service delivery. Jiwan’s study revealed that service delivery in the public sector has not been satisfactory as management teams were constrained by a number of challenges such as high bureaucratic systems. This study searches whether such challenges are also found in TPSC in Tanzania. 

Mafwiri, (2012) studied the performance of Tanzania Institute of Accountancy (TIA) in enhancing Service Delivery to the Public. In his study the researcher investigated the inputs and output variables which enabled the TIA to perform its duties and activities. It was found that to a large extent TIA perform well in service delivering to the public as it was autonomous and the number of students increased at large. On the other hand, number of courses relevant to the public service delivery was well rendered. The study further revealed that the performance of Tanzania Institute of Accountancy in enhancing service delivery to the public was due to the quality of inputs and outputs of the college. The study did not explore challenges facing executive agencies in service delivery which become the focus of this study.

Akaro (2008) studied the quality of service provided by the government executive agencies in Tanzania. The researcher investigated the customers’ satisfaction at TPSC with the main issue being to see if customers are satisfied with the quality of service offered at the agency. It was discovered that some relatively small number of customers were satisfied with the service delivery at TPSC. Customers therefore recommended that TPSC need to find some measures to address the customer satisfaction problems through the provision of quality of services. The present study is about the challenges facing TPSC on the delivery of service to the public and suggesting measures to overcome the situation. 

Literatures above have pointed out that TPSCs development and trainings have potential role to play in the provision of quality public servants as well as ensuring good performance and efficiency of the workers. Notably, Makene (2008) revealed that some TPSCs in Tanzania have been constrained by various challenges such as too much dependence from central government, lack of capital, poor working environment as well as shortage of professional and skilled labour. 

2.8 Conceptual Framework














Figure 1.1: Conceptual Framework Model	
Source: Researcher’s own Construction, 2018
All the studies that have been reviewed are significant and gave new knowledge. The knowledge gap that is found in the reviewed literatures is that no challenges which TPSC in Mbeya campus are shown explicitly. This is due to the fact that there is no specific study with the same theme conducted in TPSC, Mbeya campus. This study therefore intended to investigate the challenges facing executive agencies in service delivery in Tanzania with the reference of TPSC Mbeya campus.

2.8.1 Linkage of Variables









This chapter presents research methodology for data collection and analysis. This includes area of the study, sample and sampling techniques, research design, and research techniques and data analysis procedures.

3.2 Area of Study and Rationale for Choosing it
This study was conducted at Tanzania Public Service College Mbeya Campus which is located in Mbeya City, this is due to the fact that it is one of the branches of the TPSC hence it represented the other centres and for easy collection of data. Therefore, it was assumed that this branch would provide rich information on the public services including its challenges. Also, it was believed that a lot of information from research was well documented in this branch and therefore, it would enable the researcher to access enough secondary data to supplement primary data acquired from questionnaires and interviews.

3.2.2 Population
Population is a group of people to which a researcher would like the study to be generalized (Saunders, et al, 2009). The population of this study was 1500 people that cover the entire Tanzania Public Service College – Mbeya branch, which includes students here in referred to as customers and all the TPSC employees.

3.2.3 Sample
A sample is a number of units or items to be selected from the universal for gathering information (Fisher, 2010). In this case items are the representative sample of the population from whom data were gathered. This study selected a sample of 100 people to be studied in which the categories of the sample included 25participants from management and other employee’s category and 75 people from student’s category who were as the customers of the College.

3.2.4 Sampling Techniques
Sampling procedures are the different methods to be employed to identify the sample during the study Kothari (2010). This study employed simple randomly sampling to obtain a sample of 25 TPSC management team members and other employees and 75 students whose potentiality was to provide an in-depth analysis of data. The researcher used this method because it allowed the study to have yield research data that can be recognized to large population. In addition, it permits the application of inferential statistic to data and provides equal opportunity of section for each element of population. Under this, samples were chosen from a larger group randomly and entirely by chance, such that each individual was having the same probability of being chosen at any stage during the sampling process. 

3.3 Research Design
The research design shows the type of the research and strategies to be used. It has three common elements. These include the research area, the research population and the sampling techniques to be applied after have shown the type of research and strategies to be followed (Saunders, et al, 2009). The research design adopted in this study was a case study. A Case study was an ideal design as it provided a holistic, in-depth investigation needed to furnish the data (Feagin, Orum, & Sjoberg, 1991). 
Case study, on the other hand was designed to bring out the details from the viewpoint of the participants by using multiple sources of data. However, selecting cases was done to maximize what could be learned in the period of time available for the study. Case study was used because it is selective, focusing on one or two issues that are fundamental to understanding the system being examined (Babbie, 2007).

3.4 Methods of Data Collection
Methods of data collection are methods or ways in which a researcher employs to get relevant information required from the field (Kothari, 2010). The data were obtained through the use of primary and secondary sources. The primary data was obtained by the use of questionnaire and interviews. Questionnaire had both open and closed ended questions which gave respondents freedom to answer the questions while interview was administered through structured and unstructured interview guide hence the data was standardized allowing easy comparison. The interview was conducted to 5 top management staff, and questionnaire were administered to 75 Customers (students) and 20 staff members. The use of questionnaire was important because it was reliable instrument in data collection to many customers whereby it enabled respondents to answer freely questions asked.

Interview method of data collection was important because it helped to get detailed opinions of the respondents during data collection. Both structured and unstructured interview was applied. The use of interview method was important because it was the quickest method of data collection and time-based method since management staff had limited time to fill questionnaires. Secondary data was obtained from documentary analysis though agencies profiles and library and different research and journals done on the executive agencies and TPSC in general.

3.5 Data Processing and Analysis
Refers to putting the materials in order by summarizing, precising it and putting it into categories. Interpretation is the process of drawing implications and significance the materials and using them as a basis for recommendation or action (Fisher, 2010). Processing implies editing, coding, classification and tabulation of collected data so that they may enable to analyzed. Analysis refers to computation of certain measures along with searching for pasterns of relationship that exist among data group (Kothari, 2010). The data obtained were presented through qualitative and quantitative means. The data processing and analysis was done through software Statistical Package for Social Sciences (IBM-SPSS) and Microsoft excel whereby the use of percentages, frequencies, pie charts, bar charts and tables centered.

3.6 Ethical Issues




This chapter presents the findings of the study which was   aimed at examining the challenges facing the TPSC on service delivery in Tanzania. The findings are presented according to the objectives: identified problems facing Tanzania Public Service College (TPSC) in service delivery, examine TPSC strategies in service delivery to the Mbeya Campus and to suggest the possible ways that may be used by TPSC to overcome the challenges. The data from questionnaire (95 respondents) are presented in frequency and percentage tables where as the data from interviews (5 respondents) are presented through narration and quotations. 

4.2 Demographic Characteristics
This section presents the demographic characteristics of the respondents as captured in subsections of the data collection instrument tool.

4.2.1 Distribution of Respondent by Gender









Source: Field data 2019

From Table 4.1, the study had a total of 100 respondents, among them 44 (44%) were males whereas 56 (56%) were females. The results reveal that the study had more number of female respondents as compared to males and therefore female participants were able to have a larger representative than male. However, the sample from both genders was representative enough to examine the challenges facing the TPSC on service delivery in Tanzania.

4.2.2 Distribution of Respondent by Age
The examination of gender of the respondents was only included in the sample of students and employees whose total was 95 participants. The findings are presented in Table 4.2










Source: Field data 2019

The findings in Table 4.2 reveals that among the 95 respondents, 61 (64.2%) were aged 18-25, 14 (14.7%) were aged 26-35, 10 (10.5%) were aged 36-45, 6 (6.3%) were aged between 46-49 and 5 (5.2%) were aged above 50 years old. The data suggest that there more respondents from 18-25 years and the reasons could the fact that majority of the participants were students who are fresh from school than in-service students. The data provide an overall implication that all of the participants were matured enough to understand what the research was for and hence could respond accordingly in the questionnaire.

4.2.3 Distribution of Respondent by Education Level
The study sought to examine the respondents’ level of education so as to ascertain the knowledge and skills levels possessed by the respondents. The findings are as presented in Table 4.3.

Table 4.3: Distribution of Respondent by education level
Education level 	Frequency	Percent





Source: Field data 2019


Table 4.3 shows that 47(49.5%) of respondent have certificate and or advanced education level, 28 (29.4%) have diploma education level and 20 (21%) are degree and other tertiary educational level holders. This is an indication that the respondents are capable of bring out issues appropriately.

4.2.4 Distribution of Respondent by Employment Status
The study also explored respondents’ employment status. The results are presented in Table 4.4. 





Source: Field data 2019

Findings as presented in Table 4.4 show that out of 95 respondents, 31.5% were in-service/employees and 68.5% were pre-service/students. These data suggest that majority of participants in this study were students than employees. Hence the data collected would reflect mostly the opinion of students who are pre-service. 

4.3 Examination of the Strategies adopted for improving Service Delivery at TPSC-Mbeya Campus
This sub-section, which covers objective one, presents findings for the research question; what are the strategies of TPSC in delivering service at Mbeya campus? The findings are presented in the following subsections.

4.3.1 Respondents Opinions on whether TPSC Mbeya has Good Service Delivery strategies
Participants were asked to state their opinions on whether TPSC Mbeya has Good Service Delivery strategies. The findings are presented in Table 4.6.









Source: Field data 2019
The study found that 73 (76.8%) out of 95 respondents disagreed that TPSC-Mbeya had good service delivery strategies which helped them to perform better. However, 15 (15.8%) of the respondents felt that the good strategies were either available or unavailable. However, 3 (3.2%) of respondents said that there were good service delivery strategies as also revealed by 3 (3.2%) who strongly agreed on the notion.  

Interviewed respondents especially form the college management team revealed that, TPSC has good service delivery strategies including;  establishment of six branches from two branches in years 2000 therefore spreading its services in the country; training more than 40,000 public servants on various leadership, management and administration programmers (performance Improvement Programmes); improving the college infrastructures including ownership of college buildings in Mtwara; training more than 60,000 Tanzanians on various long programmes who managed to acquire their certificates and Diplomas and lastly establishment of degree programmes on secretarial studies such as records and archives management. One of the officers said;
As an institution we have witnessed various major successes such as extension of campuses such as that of Mtwara, improving training of various courses such as records and archives into degrees, as well as construction of new multipurpose buildings such as the one used in Mbeya campus for both academic and social functions..


It was further noted that, TPSC’s success are a result of strong collaboration with other learning institutions. In support of this view one interviewee said: 
The college currently has memorandum of understanding (MOU) with the following institutions, Local Government Training Institute (Hombolo), Zanzibar Institute of Public Administration, punt land State University of Somalia. Previously, the college had MOU with other institutions such as Malaysia Institute of Public Service; Canadian Institute of Public service and Institute of public service of Netherlands.
Therefore, the data reflect that the majority of teachers and student respondents believe that TPSC Mbeya center lacked good service delivery strategies. Furthermore, the study found that most management team respondents believe that the institution has good service delivery strategies that enable the campus to deliver good services such as trainings. 

4.3.2 Examination of the Strategies for Improvement of Service delivery at TPCS-Mbeya
In order to confirm the quality of strategies for improvement of service delivery at TPCS-Mbeya, the study was interested at knowing what participants would rate the quality of various strategies for service delivery found in the study area. The following sub-sections depict the results. 

TPSC-Mbeya uses suitable training methods for public servants: It emerged that some participants felt that TPSC-Mbeya use the most suitable training methods for public servants. The findings are as presented in Table 4.7. 









Source: Field data 2019


Findings in Table 4.7 shows that 84 (88.4%) out of 95 respondents disagreed that TPSC uses the most suitable training methods for public servants. However, 5 (5.3%) agreed on this notion where as 6 (6.3%) didn’t know about the issue.  The data suggest that TPSC at Mbeya centre despite being experiencing success, most of the stakeholders felt that it did not qualify to be the most suitable training public for public servants through the use of suitable training methods. This disagreement may be due to the knowledge provided whether is the same as other institutions that focus the general public and not the public servants as intended during the establishment. Office documents reveals that the students enrolled in the college were not only from the public service, but the majority came direct from schools.

TPSC fees and cost are affordable and payable: The researcher also wanted to know the views of the participants towards fees offered at TPSC in relation to quality of service delivery of the organization. The findings are presented in Table 4.8.









Source: Field data 2019

As shown in Table 4.8, it was found that 41 (43.1%) of the respondents disagreed that TPSC had affordable fees which had become among the strategy contributing to quality service delivery of the college. On the other hand, 31 (32.6%) of the respondents didn’t know about the issue on the matter. Lastly, 23 (24.2%) of the respondents disagreed that fees and cost are affordable and payable. The data signify that, lowering college fees and costs does not contribute towards quality service delivery at the college hence it not an effective strategy for service delivery at TPSC-Mbeya.

Offering enough courses to meet its training objectives: Participants were also asked to state their opinion on whether TPSC had enough courses to meet its training objectives. The collected data are as shown in table 4.9










Source: Field data 2019

The data as presented in Table 4.9 reveal that 61(63.7%) of the respondents felt that TPSC had lacked enough courses to meet its training objectives which entail it was not an effective service delivery strategy. However, 31 (32.6%) didn’t know about the issue and lastly 13(13.7% of the participants agreed with the fact that TPSC had enough courses to meet its training objectives. 

In view of the programmes offered one interviewee said;
TPSC provides trainings to all public servants across all levels from junior, senior to executives at all areas of Leadership, Management and Administration. More than 5000 students graduate each year in certificates and diplomas and employed by both public and private sector. TPSC is the only Government training institution that has been mandated by the government to conduct induction and OPRAS trainings to public servants as well as providing Public Service Examinations that are linked to employees’ scheme of service.
TPSC uses modern technology and state of the facilities for training purpose: The use of modern technology and state of the facilities for training purposes was also examined. The findings are presented in Table 4.10.









Source: Field data 2019


Data in Table 4.10 reveal that 62 (65.3%) of the respondents disagreed that among the strategy used to improve service delivery at TPSC was the use modern technology and state of the facilities for training purpose. Those who agreed were 22 which constituted 23.1%. However, 11 (11.6%) of the respondents didn’t know about the issue. The data imply that TPSC’s use of modern technology and state of the facilities for training purpose was not good at improving service delivery this could be attributed to the lack of enough office and labs spaces. The reality however based on interviews shows that there is inadequate modern technology equipment if compared with the number of trainees for the better success this reveals the lack of viable teaching and learning technology in the studied TPSC.

TPSC uses effective communication: Participants were also asked to state their agreement level on whether TPSC-Mbeya used effective communication to ensure services are satisfactory and efficiently delivered as intended. The results are presented in Table 4.11.








Source: Field data 2019

Finings in Table 4.11 show that, 49 (51.6% of the respondents disagreed that TPSC used effective communication strategy to ensure services were satisfactory and efficiently delivered as intended. On the other hand, 32 (33.7%) of the participants didn’t know about the issue and 14 (14.7%) agreed that effective communication was used at TPSC-Mbeya for satisfactory and efficiently service delivery. The data means that most TPSC workers and students believe that the college communication channels are unsatisfactory and hence affecting the efficiency of the college.

TPSC as executive agency has good customer care: The study was also interested to examine if the TPSC as an executive agency used good customer care strategy for service delivery. The findings are as shown in Table 4.12 below;









Source: Field data 2019
It was discovered that, 46 (48.4% of the participants disagreed on the notion that TPSC as an executive agency uses good customer care strategy for quality service delivery. However, 40 (42.1%) didn’t know that TPSC uses using good customer care. 9 (9.5%) of the respondents felt that TPSC uses good customer care. The data imply that majority of TPSC at Mbeya Centre do not agree on the use of good customer care.

TPSC offers practical oriented training programmes in conformity with the needs of the public sector: Respondents were asked to state whether TPSC-Mbeya was due to the fact that the college was established to offer practical oriented training programmes in conformity with the needs of the public sector. The results are analyzed in Table 4.13 below:










Source: Field data 2019


The data in Table 4.13 reveal that, 67 (70.6%) disagreed that TPSC was established to offer practical oriented training programmes in conformity with the needs of the public sector. Some other 25 (26.3%) agreed on similar fact where as 3 (3.2%) of the respondents agreed that TPSC was established to offer practical oriented training programmes in conformity with the needs of the public sector. The data entail that most respondents felt that TPSC did not offer practical oriented training programmes in conformity with the needs of the public sector as it was expected hence affecting the quality of service delivery. This is in line that the opinion that the current situations of enrollment and the nature of employments prevailing the labour market is heavily retarded by the lack of practical oriented training among colleges.

Opening up branches/campuses, helped to improve the delivery of services: Another aspect that was examined as a contributory factor to the success of TPSC was the ability of the college to open up branches and campuses and help to improve the delivery of services across the country. Table 4.14 shows the distribution of responses.









Source: Field data 2019


The results of the data collected as presented in Table 4.14 show that, 53 (55.8%) of the participants disagreed that TPSC had ability to open up branches and campuses which would contribute significantly to the quality of service provided by the college. However, 39 (41.1%) of the respondents agreed on the matter and on contrary, 3 (3.2%) of the participants didn’t know about the issue that opening up branches was the contributory factor to development of TPSC.  The data imply that TPSC has not flourished well partly due to its inability to open up new branches thus affecting the quality of its services. It was further suggested through the interviews that, it was better to open branches regionally instead of few zones in the country. 

TPSC use stable sources of finances: Respondents were also asked to state their agreement level on whether TPSC has stable sources of finance and has good financial management strategy hence leading to quality service delivery of the organisation. The findings are presented in Table 4.15.










Source: Field data 2019


As shown in Table 4.15 it was discovered that, 58 (61%) disagreed that TPSC has stables financial sources and management to guarantee its quality service delivery. It was further discovered that 19 (20%) of the respondents neither agreed nor disagreed on the sources of financial stability and good management of the finances at TPSC-Mbeya. On top of that 18 (19%) agreed that TPSC had stable sources of finance and also good management of the finances. The data entails that majority of respondents felt that TPSC did not have stable sources of finances and also lacked good management of the funds. 

It was revealed in the interviews that TPSC-Mbeya had three major sources of finances including government grants, student collections and donor support as a strategy to quality service delivery. Stables finances are expected to run the college, teaching facilities hiring office buildings and hence limits self-sustainability. 

TPSC uses Competent staff: The last aspect examined in examining the strategies for quality service delivery at TPSC was whether it had employed competent staff.  This was to confirm if the college was operating profitably. The results are presented in Table 4.16.
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Findings in Table 4.16 shows that, 57 (50%) of the respondents disagreed that TPSC-Mbeya uses competent staff. However, 11 (11.6%) of the respondents agreed on the existence of such a factor and 27 (28.4%) of the participants didn’t know about the matter. The data imply that majority of respondents felt that TPSC-Mbeya was not delivering quality services as it did not employ competent staff. 
Contrary to the findings in this study, Jiwan (2016) discovered that, public service colleges have been using strategic decisions and service delivery strategy which was found to have a negative correlation while strategic location, institutional factors and management and monitoring and evaluation varied positively with service delivery. It was also noted that, the determinants of effective service delivery were established as strategic location, institutional factors and management practice. Strategic decision was a factor but varied negatively with service delivery. This study however has discovered that, good relationship between the management and teachers as well as quality education offered among the executive agencies are important for success of the colleges.

In addition to that, Drezner et al (2012) realized that, for effective service delivery the facility should be located at the nucleus of its customer location. This will maximize the service delivery; as well ensure that the operations of the premises are properly utilized. LeRoux and Wright (2010) assert that, the measurement of performance by managers who are non-profit increases their efficacy in the making of strategic decisions. Information on performance and effective governance enhances making of strategic decisions. The process of making the decisions determines their success. Recently, more research has been on whether the choices made by managers are of significance but had not delved on the link between effectiveness and the making of strategic decisions. The effectiveness of strategic decisions is the degree of the achievement of objectives by the decisions made.

The roles of management comprise of managerial duties and roles which are deemed necessary for public services delivery and they include; mobilizing resources, budgeting, planning and strategizing, managing of human resources decision making, evaluating and tracking service quality. Even though governments engage in contracting services service delivery management is not always done through contracts. When monitoring and evaluation is forfeited, service delivery is compromised and or services may not be provided at all. It can be argued that ignoring vendor management activities because governments have assigned their staff with these roles and responsibilities (Brown et al., 2006).

4.4 Challenges Facing Tanzania Public Service College in Service Delivery
This sub-section presents findings for the research question: What are the challenges facing Tanzania Public Service College in service delivery specifically in Mbeya campus?  This was to ascertain the challenges facing executive agencies` service delivery in Tanzania. To achieve this objective, the study speculated the challenges that influenced service delivery at TPSC in Mbeya. The findings are presented in Table 4.16

Table 4.16: Challenges facing Tanzania Public Service College in service Delivery
Problem 	Frequency	Percent
Internal bureaucratic environment	26	27.3
Shortage of office equipments 	31	32.6
Poor and shortage classroom infrastructures	18	18.9
Poor technology used in organizing resources	6	6.3
Shortage of staff and accommodation	11	11.5
Shortage of funds	3	3.1
Total	95	100.0
Source: Field data 2019


Table 4.16 shows that out of 95 respondents, 32.6% felt that the college was facing acute shortage of office equipments; 27.3% said that the college was constrained by unhealthy internal bureaucratic environment; 18.9% said there were poor and shortage of classroom infrastructures; 11.5% felt that the college was running shortage of staff and accommodation; 6.3% revealed that there was poor technology used in organizing college resources and lastly 3.1% said there were shortage of funds. 

Through the interviews it was revealed that, the challenges that faced the TPSC-Mbeya campus as an executive agency in service delivery included: budget deficit in public sector which resulted into fewer public servants attending training; inadequate emphasis on training in public sector; high operating costs due to hiring of college buildings in 3 campuses and use of part time staff; inadequate employment permits resulted to fewer candidates as well as competition with other training institutions and universities in providing similar courses. One of the interviewees said;
Our college has some serious challenges such as lack of enough funds as far as it is a government owned institution where budgetary deficits are common, lack of enough full-time staff, as well as shortage of classes and their related infrastructures…


Another interviewee added that;
In some colleges we are obliged to hire buildings for running our programmes which results into higher costs of running the colleges, but we also have shortage of books, fewer in-service students which is due to lack of permission from their employers as well as lack of accommodation specifically for our students. These have been hindering the college from fully functioning….


The data reflect that the most common challenges that have been hindering service delivery among executive agencies` service delivery in Tanzania include shortage of office equipment, internal bureaucracy as well poor and shortage classroom infrastructures. This entail that, executive agencies in the study area ought to strengthen their office and classroom infrastructures. They are also obliged to control internal bureaucracy which in this respect is believed to affect smooth running of the institutions. 

Looking in the literature, the challenges facing public service colleges in service delivery are diverse and some of them are contrary to the ones found in this study. Makene (2008) found a different set of problems as the fact that, most of the EAs are semi autonomous in such a way that, they depend on fund support from the government. Also, they lack capital which causes them to operate in poor working environment and equipments. The findings also indicated that, EAs are working with non professionals and non skilled people which have led them to perform below expectations. In the other hand, the findings pointed out that, EAs operate in high cost to earn capital. 

Shah (2005) revealed that public service colleges were confronted with the challenges for those postulating a relationship between governance quality and income that runs in only one direction are the outliers such as why, for example, is Ireland’s per capita income so low given its high governance quality or, if causality runs the other way, why does the Czech Republic have such good governance, given its per capita income. This reflects the findings from this study which have revealed the existence of internal bureaucracy to be affecting quality service delivery. 

Tolla (2009) identified major challenges of the EAs to include; severe capacity limitations (individual as well as institutional); staff dissatisfaction (mainly related to compensation); lack of resources (mainly financial) for Policy execution; inadequate policy communication and discussion with the civil servants about the Policy and suspicious civil servants about the Policy and its implementation. World Bank (2005) contended that, the efficient and effective delivery of basic services in public colleges and or institutions has always been one of the major yardsticks of good governance. This is especially true for developing countries that continue to struggle with good governance and good service delivery. The many challenges they face range from simply the lack of resources and capacities to the ever-present challenge of graft and corruption.

Despite the fact that the formation of EAs historically was based on the argument that it was efficient and effective in addressing the challenge affected service delivery in the public sector and thus establishing flexible and responsive public organization (executive agencies) (Talbot, et al, 2000). This study has realized that, public service colleges themselves face a number of challenges some of whom are similar to what the workers are expected to solve after being employed. This imply that, the colleges need to review and or take actions to eliminate their challenges so as to enable graduates become more efficient in dealing with day to day service delivery challenges in the public sector. However, it had been reported that TPSC has not been able to generate substantial resources both financial and human. This has been major challenge retarding such organisations to achieve self-sufficient and semi-autonomous status for this case the government bears large costs to maintain and manage the college (Mafwiri, 2012).

Generally, at the core of responsive service delivery is the measurement of performance not only of the public servant but of the public institutions as well by the citizen-customers and clients. Based on the study findings, the existence of poor infrastructures, internal bureaucracy as well as shortage of staff entail executive agencies need to continue evaluating how such problems can be eliminated so as to improve service delivery. 

4.5 Possible Means that may be Used by TPSC to Overcome the Challenges
Participants were asked to state what they felt were the possible means to overcome the challenges facing the TPSC.  The results are shown in Table 4. 17.

Table 4.17: Possible Means That May be Used by TPSC to Overcome the Challenges
Strategy 	Frequency	Percent
Introduce stable sources of finance	3	3.2
To improve the physical environment	16	16.8
To increase the number of staff	39	37.9
To improve infrastructures, office and classroom equipments	40	42.1
Total	95	100.0
Source: Field data 2019


The findings in Table 4.17 show that among the recommended means to overcome challenges facing TPSC included; introducing stable sources of finance as revealed by (3.2%) of the responses, 16.8% of the respondents recommended the need to improve the physical environment of the campuses, 37.9% felt that the college need to increase the number of staff and 42.1% of the participants suggested the need for the college to improve infrastructures such as office and classroom equipments.

Responses from interviews also show various suggestions that were believed could be solutions of the problems discovered. The recommendations made included; the need to increase  promotion of TPSC services through marketing; introduction of mandatory training programmes for public servants (Curriculum are ready) of different carders presentation already made to PO-PSM; requesting the permanent secretary PO-PSM to transfer government employees with teaching qualifications to TPSC in steady of waiting for employment permits; finding donors to assist the college in  building in building its capital infrastructures in steady of using its own fund sources, employ more full time staff, establish proper students’ accommodation, improving of the use of information communication technology as well as office and classroom infrastructures. In view of the suggestions one interviewee said;
… I think as a government institution TPSC need to be assisted to find donors who could provide funds that we can use to improve specifically classroom and accommodation infrastructures. There is also a need to request the permanent secretary PO-PSM to transfer government employees with teaching qualifications to TPSC in steady of waiting for employment permits.


 The data imply that improvement of infrastructures such as office and classroom equipments, rising of funds as well as employing or getting more staff are the major actions that require immediate attention of the TPSC management for the better provision of services.
















SUMMARY, CONCLUSIONS AND RECOMMENDATION
5.1 Introduction
This chapter contains a brief summary of the study and its findings, also address the conclusions of the study and lastly the section of recommendations drawn from the findings is given with areas recommended for further research. 

5.2	Summary
The study sought to examine the challenges facing the TPSC on service delivery in Tanzania with the case study of TPSC Mbeya campus. Furthermore, the study was based on three specific objectives namely; to examine the strategies adopted for improving service delivery at TPSC-Mbeya Campus; to identify challenges facing Tanzania Public Service College (TPSC) in service delivery and to suggest the possible means that may be used by TPSC to overcome the challenges. The related literature review was guided by conceptual framework. The framework included a number of unified features in trying to explain the facts given. The researcher was able to study each variable in relation to perceptions so as to generate findings on the challenges facing the TPSC on service delivery in Tanzania. 

TPSC-Mbeya campus was chosen as a case study where by 100 respondents participated fully and was responsible to answer the questionnaire given; these include students, teaching staffs as well as top level management staff. The data gathered from the questionnaires were analyzed by the aid of Microsoft excel, where the percentage was used to determine the challenges facing the TPSC on service delivery in Tanzania. In the context of this study, the following were the study findings, which enhanced the discussion. 

5.2.1 Strategies Adopted by TPSC for Improving Service Delivery to the Mbeya Campus
The findings proved that TPSC Mbeya centre offered quality services due to the good strategies for service delivery for the customers like quality education offered and good physical and location environment. Example 76.8% of respondents felt that the college was able to improve service delivery due to good customer care in terms of the education offered. However, assessment of the quality of various strategies for improving service delivery aspects at the college revealed that most the services were inadequately delivered, hence the quality of service delivery at TPSC was not satisfactory.

Findings show that most of TPSC fees and costs are not affordable (38.9%) as the majority responded that the fees are not easy payable to the low income families, lack of modern technology and state of the facilities for training purpose (33.7%) and that whether here are satisfactory and efficiently delivered as intended because 44.2% of respondents disagreed to have witnessed such a phenomenon, so this reflect that most of services at TPSC are not effectively delivered. 

Findings revealed that opening up branches/campuses had helped to improve the delivery of services. This was revealed by 44.2% of respondents who strongly disagreed that existence of such branches had improved the reputation of the college hence quality service delivery. The research further indicates that though TPSC-Mbeya offers practical oriented training programmes in conformity with the needs of the public sector; this study has observed that majority of respondents (47.4%) felt that such objective was not highly implemented to better service delivery of the college. 

5.2.2 Challenges Facing TPSC-Mbeya in Service Delivery
The study findings show that despite enjoying various factors contributing to success of the TPSC College, there are various challenges that pose threat to further quality service delivery. The finding indicated that most offices at the campus lacked enough equipment that limits the practical and working related experience as revealed by 32.6% of the respondents. The study also found that the internal bureaucratic environment was not conducive to foster more appropriate service delivery. This was revealed by 27.3% of the responses.  

This study showed that another challenge which affected service delivery at TPSC was the shortage of staff and accommodation, this is evidenced by 11.5% of the responses from the respondents. This was found to be problematic for both students and employees and hence some service delivery strategies could not be well done due to this challenge. 

5.2.3 Possible Means that May be Used by TPSC to Overcome the Challenges
The research findings revealed that, there are different possible solutions that might be taken by the TPSC owner and management team to eradicate challenges that hinder effective service delivery. Findings revealed that 42.1% of the participants felt the need for TPSC to improve college infrastructures such as office and classroom furniture’s such as tables and chairs, construct more classrooms and other related infrastructures. 
The findings further revealed that, in order to improve service delivery TPSC need to increase the number of staff who might be facilitated by effective motivation and hence leading to effective service delivery among executive agencies such as TPSC. This was revealed by 37.9% of the respondents. Lastly the findings showed that respondents (16.8%) felt that TPSC need to improve the physical environment of the campuses so as to keep them more attractive to customers. Therefore, the study found that there are different means that can be taken by TPSC to improve its service delivery. 

5.3 Conclusion
This study sought to assess the challenges facing executive agencies` service delivery in Tanzania with a case of- Tanzania Public Service College – Mbeya Branch. In respect to the key findings described in the preceding sections, the following conclusions were made: 

TPSC-Mbeya has been able to use various strategies which contributed to improving its service delivery. The strategies included; good customer care, establishing stable sources of finance, offering practical oriented trainings for public servants, charging affordable fees, offering a variety of courses, use of effective communication, as well as opening up branches/campuses that had helped to improve the delivery of services. It can be argued that TPSC was constrained by various challenges which limited its ability to offer more improved service delivery. The challenges included shortage of office equipments, shortage of classroom infrastructures, unfavourable internal bureaucracy, shortage of staff and accommodation as well as shortage of funds. 

Generally, the findings indicated that improving infrastructures, office and classroom equipments, employing more staff to meet the requirements as well as the college physical environment would be sustainable measures to curb the challenges hence leading to effective service delivery among the executive agencies such as TPSC.

5.4 Recommendations
Basing on the findings and conclusions of the study, the following recommendations are made: 
i.	The ministry responsible for overseeing TPSC services and the government at large has to provide enough funds to ensure the services offered by TPSC are effectively delivered. Special attention should be put at increasing office and classroom infrastructures because the majority of respondents complained about the inadequacy of such facilities. 
ii.	The TPSC has to build accommodation for students and houses for its staff since many respondents reported to have witnessed the problem. TPSC should be assisted by the government to put up decent accommodation and staff houses so that both staff and students live within the specified locations and thus reduce lateness and absenteeism which all would hamper effective service delivery. 
iii.	The Government has to strengthen the authorities taking charge of TPSC to make sure that they regularly monitor high quality service delivery at TPSC. Regular visits to the college campuses would motivate the management team to be more active and attentive to problems facing the college including the lack of office buildings to avoid renting as given out by respondents. 

5.5 Areas for Further Research
i.	This research focused on one context that, the challenges facing the TPSC on service delivery in Tanzania. There is a need to request other sectors to find out the challenges facing them in service delivery in Tanzania.
ii.	This study focused only in Mbeya campus. Further research can be based on a national study or in other campuses in Tanzania and other developing countries that have different challenges in service delivery. 
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THE OPEN UNIVERSITY OF TANZANIA
Challenges facing executive agencies` service delivery in Tanzania
(A Case of TPSC- Mbeya Branch)

Dear respondents/Technical staff
Thank you for agreeing to take part in responding to our questions. The main objective of the study is to examine service delivery of the TPSC Mbeya Campus. Specifically, the study needs to learn from you the success and challenges facing TPSC in the provision of services to the Public. Please I request you to respond to this Questionnaire and in case of any question, feel free to ask the researcher or you may call 0786 583 458/0754 907 370. The information obtained will only be used for academic purposes, confidentiality will be observed. Thank you for your time and cooperation.





					Certificate or Advanced Level 				
					Diploma or High learning 				







2.  What is your assessment regarding the TPCS on the following:
Rank: 1=SA: Strong Agree, 2 = A: Agree 3=N: Neutral 4=D: Disagree 5= SD: Strong Disagree
		SA	A	N	D	SD
1	TPSC –Mbeya has good service delivery strategy	1	2	3	4	5
2	TPSC fees and cost are affordable and payable	1	2	3	4	5
3	TPSC has enough courses to meet its training objectives	1	2	3	4	5
4	TPSC uses modern technology and state of the art facilities for training purpose	1	2	3	4	5
5	TPSC offers practical oriented training programmes 	1	2	3	4	5
6	TPSC has stable sources of finance  	1	2	3	4	5
7	TPSC uses effective communication channels 	1	2	3	4	5
8	TPSC has competent staff	1	2	3	4	5
9	opening up branches / campuses, helped to improve the delivery of services	1	2	3	4	5
10	TPSC is financially stable and self-sustainable	1	2	3	4	5

















INTERVIEW GUIDE (Management and Staff)
1.	What has been the major strategies used by TPSC for improving its service delivery since establishment as an executive agency
…………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………

2.	 What do you consider to be the main challenges of TPSC in service delivering?
…………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………







4.	Does TPSC has collaborations with other institutions in sharing knowledge and skills for effective public service delivery? give examples 
………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………
5.	How far are the trainings fulfilled the major functions of the college to improve public serve    performance? Give examples 
………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………









Service delivery strategies  
Effective communication, stable financial resources, competent staff, technology, practical training programmes, charging affordable fees
Challenges faced by TPSCs
Bureaucracies, shortage    of staff, poor technology, shortage of funds, shortage of office and classrooms
Solutions to improve service delivery
Establish stable financial    sources, improve physical environment, improve office and classroom infrastructures, employ more competent staff


	Quality programmes offered
	Good working condition
	Good relationships
	Staff training



Improved service delivery

(Customer satisfaction)




